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: . preface
" Paralegal training is a new field and there are as many theories about the best way
to provide training as there are trainers. In private law_practice, most of the training
is done in-house by the lawyers, and through self-training by the paralegals. In__
publicly-funded legal services offices training is haphazardly provided on-the-job
with, most of-the paralegals'learnin‘g on their own.. _ ’
One of the most serious problems has been the lack of tramlng materials for
] tramees and for trainers. To begm to fill that need, funds have. been provided for a
- series of training packets by the Administration on Aging, Department of Health,
Education and Welfare through the National Paralegal Institute of Washington, D.C.

“This Trainer’s Handbook is part of a packet on interviewing. Other packets in thlS
senes are:

1. a handbook and f|Im on how to set up a fegal services office using older
persons as ‘paralegals in deI|ver|ng legal services to the elderly;

.

' 2. a handbook and film on an admlmstrative hearing in the Social Securlty
’ ) system, including substantive material on the regulations and statutes
governmg Social Securlty Dlsablhty,

3. written materlal on the new federalized welfare program for adults called o o

.

”Suppl'e\mental $ecur|ty Income.” - ~

. B %'
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. : ¢ Tty v o i ....... e ) ! B
The| purpose of this Tramer s Handbook is to provide ass;stance to.a persoﬁ p1aced =
, inthe role of trainer, whose éxperience in that role might be Ilmtte',,,gr,{hat/reason, > " o
the first four sectlons deal with issues which are germane to training.no matter what ‘°
° the subject area, although special reference is made throughout to training.in lnter-
viewing techniques. Thdse, first four sectjons are: e .
© o Planning a Tralmng Program o TS ‘
e Trainer Roles: Producer, Dlregor Teacher and Evaluator B
’ . * Role-Playing as a Teaching Tool N
. v e H . ® 13
_ ¢. Film.and Video Tape as a.Tool in Iraining . R T T, e o

The fifth sectian is devoted excluswely to teaching mterwewmg technlques mclud- .
‘ ing ten trammg exercises, ° : -

'
s 3 Lo

. Before reading this Handbook, the,film, "Paralegal Interviewing: Fact-Gathering °
and the Human Perspective sheuld be reviewed and the accompanying Trainee's
Handbook should be studied. Issues and prmcnples related to mterwewmg are covered
L ——wmtbat-maienaLand-muuth-be_cepeatedAn_xhas_Handbook LI ;
ot : i '
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Training is an on gomg process SO’ any trangmg provrded by a legal services offtce

should be seen as.part of a long-range plan, Since legal service offices have a high .

‘rate, of turnover, there is the continual need to train new employees, There is also

the need to update ,and enrich the skills aryj knowledge base of emponees who have .
*~beep on the job, - S . . . '

¢

- . . . - [4
PN

- < |

.» Before planmng a tramlng program, the trainer should have a commltment from
the program director to on-going training, which includes the freeing of paralegals
from case responsibility wHen the training sessions’ are in progress. Other issues |
involved in planning which will be explored in detail in the following pages are: |

-~

¢

. . eelecting_ the traineee; . o ‘ ”q
e selecting the trainers;
e selecting the se'tting;' ) T .
e gathering the materials, equipm,ent,.props;

. . ‘ ~a t

* developing the program content;.

* e A v . .‘% v ‘" ‘
. . & . | . ' fﬁ
e scheduling the events; ) AR . b
. , Lo . K]
. {
s ¢, . . . T . , 1
. 7 evaluating the training. . . . e v
.~ . . .o .
c ! 5 y, )
£
?r L
..‘ .
’ . . - v
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wrltlng and verbal ablhty HowevEr trainers seldom have control over the s !ectlon

process, ‘with tralnees,sometlmes being, placed ina tralnlng”“program ‘for their own

“ good.” In any event, trainers should insist minimally on a cdmmon basis for
S selection, such as common job functions or/a common knowledge base. .

,:‘2

:vm“ S / .

ce Ieérnlng is often related to th¢ relevance of the subject matter to’ the
tranZzes job, it is°obvious that there /s an advantage to grouplng trainees with
*  similar job responsibilities toget'ﬁer. Fér instance, do not combine paralegals who
ly do eligibility: screening with- those paralegals who engage in a’whole range of
ctivities from..lnmal interviewing through representattqn at_an administrative
hearlng s b ) ) .

~
. -

Another basis for selection can be a common knowledge base. This can be ac-

e compiished either by selecting paralegals who work. in the same law area or by N
' preceding the training on interviewing with a workshop in an agreed upon area of

the law. C . .

[

. ’
e

“If a §art|cular agency dees not have enough paralegals 10 ‘warrant this kind of

grouping, it might be possnble to approach other legal services offlces and do
joint tr ining... . . .

1
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s ! the ttiners

Selecting the trainers sometimes poses as great a problem as selecting the trainees.
If there are persons in othér legal services offices or back-up centers that provide
training and/or consultation services, obviously such persons should be contacted. 1/ )
However, if a local legal service office wants to develop a program for its own para-
legal staff, one would look first to persens within that office for possible talent.
If there are limitations in skill and knowledge, one would look to other persons |n :
_ the private sector and/or other legal service offices i m nearby commumtles This is
another reason for combmmg forces with other legal service offlces both in selecting |
the trainees and ‘the trainers. , o e e T /
N, - ’ ' ‘
¥ The type of perzson needed for the trainer’s role depends on thé content of the |
« training program. Once the content is set, then the trainers could be selected,
keeping in mind the particular role the individual tramers WI" play (See pages 15-17
for dlscd55|on of the trainer roles.) . . .
. 0 L T . . / e ) \
- ! / / . .t
‘ Of greatest importance is the careful discussion with each tramer of the ‘éontent
and style of his presentation. Every trainer, of course, should h ve full knowledge
of the total training program, mcludmg materials used, as well as:understanding as

e how—hrs part4eufar~p|ece fits in_with that program J g
. . Although skill and experience in training are obwousJy important, it is ouz con- -

viction that by careful planning and by being flexible during the course of training, .
a person without extensive training experience can produce a good training sessiom:

.:“‘. & X q . . . "‘.‘53‘“‘ K

- R -

[ .

1. The National Paralegal Institute, 2000 P Street, N.W., Washmgton, .C. 20036, {202) 872-0655, develops
training materials, conducts tralmng programs and provides consultation to OEO Legal Services projects on

- thes use of paralegals. The California Rural Legal Assistance Office of the National Senior Citizens Law
Center also provides these services with special emphasis on the elderly poor, o ~ /, l . Sl

+ . -t 4 N . "
' R . . ' - f R ega




the setting

/ .

The ideal setting is one which is away from the agency, preferably out of the city,_
where the trainees and trainers will have to stay overnight. Since the role of learner
or student differs from that of WOrker, it is important to éreate an atmosphere which
will remove the pressures of work and allow the paralegal to move into that dif-

ferent roIe This also provides an opportunity for mformal interaction outside of the
regularly schéduled events, both among tramees and between tramee and trainer,

where, learning cag be reinforced. T

*

o
£ “4
X

be ample provision for apprdpriate meeting

the agency.. L

rooms, which should have space foy/ flexible arranging of furniture; comfortable °
chairs; good heatlng, c?ollpg and lighting systems; provi)'oh of teaching tgols such T
. as a bIackbOard an sufficient power, extensnon cords and plugs for alidio-visual i
R ad
- * LY .
/ = //://.. o
- . ©
- P - -
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materials, equipment & pr@pa |

¢ ~

4 Carefully designed training materials can greatly enhance the.learning process.'
' Binders )Nlth dividers should be, provided to keep the materials together throughout
the training sessions. Some of the materials would be for direct use in the sessmns" -
other materials would be for supplemental reaﬂng . . o
- -( !
In add|t|on to_training and/or reference materlalg other training materials should
be prepared for use, suchas: office forms for eligibility determjination and inter-
viewing purposes; checkllsts, tests; evaluation forms. Examples, ‘of these forms are
found in the Appendix or pages 44- 50.

\

readmg time into the sessions fof those, who come unprepared t learning can/be

accelerated if the trainees come with 7éme preparatlon "

- 4

£ ‘ Afl audio-;yisual equipmént whic the “trainer plans tog‘n/e should be p'retést‘ed
There is nbthing more distressing than to have a prograrh all ready to j0 and t e/

m}chﬂfne, does not wofk. In addition, any films, videg or audio tapes{s ould be

carefully,reviewed7 fore employmg them in the traigfing design. /

s

And finally, any props that/mlght be needed hould be arranged “for ahea of .

hd i
2 v ik e A AN R N .

1. See the Aprn‘\dlx p. 41, for a listing of matenais preséﬂly avall?abl( . . R
. 3 1 - 1 .

12




L= program content -

I!rogram ¢ontent should ideally flow from the needs of the trainee as defined

_ both by his job description arjg by his_level of kno"/ledge However, it is impractical
- to devise such an individualized study program for a group. If there has been no . )

’ formal training, we would recommend at least a week which would include both

substantive law training and skills training. The substantive law training is necessary -

in order to provide a frame of reference Jor learning the skills needed to perform

the roles of the paralegal. The focus would be on how to use the statute and/qr

" regulatiohs relatlng to a specmc fact situation in performing such skills, as interview- =
ing, mvest?aﬂng,'negotlatmg and representing a lient.? * C

-

_ e - - —- -~ .- e - - e - ~ - - - - - PR

- if the tramees come from dlfferent ~sett|ngs it s useful to begln the tramlng
- session wuth a discussion of the roles of the paralegals with all trannees participating.
) This discussion should be held within the' framework of legal ethics, so that para-
Iegals have as clear an understanding as possnbl_e about the limits of their activities.
Other possible topics include legal research and legal writing. (See Appendix, p. 42,
———~ Jfor a proposed outlme of a 5-day program. ) ’
—e s ., - .

Other training formats, in addition to the basic training program described above,
can be developed. it is possible to concentrate on ifdividual components of an over-
all program. For instance, the training can be focussed on a single skill or substantive
law area¥and be scheduled for a brief, intensive period. (Seg Appendix, p. 43, fora
\oneday training schedule on interviewing.) -

‘/' . ‘.# '




> scheduling

-
M 4

'Scﬁeduiing is critical to the success of a training program. This is particularly true

when there are’ several small training séssions runnirig concurrently. The person in ‘
charge of the scheduling must 'se,t, down in a tiTie-frame exactly what is to occur |
by designating the. amount of time for each session, its location, the appointed . “
trainer and required materials, props and equipment. Each trainee must have ai’”’
schedule which clearly indicates the name of the session, time and place®That i
schedule must be adhered to by the trainers, unless ofﬁma&ly changed, or chaos ‘

|

|

will ensue. ;
.! -

~ Since most studnes mdncate that productivity decreases as the week proceeds, we
would recommend begmmng training on either Sunday or Monday Having trainees W1
register.the night before training begins, with an informal get-together for trainees |
and trainers, 'pr0vides a good beginning for a week of intensive interaction among 1‘
a group of people who might never have met before. Other scheduling recommenda- |
tionsare: oL . ‘
J
|

-

e change tasks and training methods frequently; e.g., follow a.lecture by
 discussion, allow time for reading, give a problem to solve; .

«
v

W

e’ keep each session or task relatively short;

-+ /* have refreshment breaks;
<

¢ schedule study right into the work day;

-

- o officially change the schedule if during the tralnlng progra\problems
t develop because of it. . R

s
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evalugtion

[ . > -,

N y ' 3
Preparation for evaluation must be made bef#the training begins. If there is
an independent evaluator available, this is an advantage from the standpoint o?,
objectivity. However, if there is agreement ahead of time on how the sessions are
: to be evaluated, a combination of trainee and Jrainer evaluations can be zune

9

Satlsfactoq\ . . ‘

The individual sessions can' be, evaluated from the standpoint of how well the -
ses@pn fuffil!pd the goal set for that session. Some considgrations are:

ry

. Iog;stlcs. the quality of thephysncal set-up {seating arrangement, Ilghtmg, oy
g accoustics), as well as organization of the session; .
* -methed used: lecture, role-play, discusion (‘from the standpoint of the
appropriateness of the method in accompllshlng the goal and in, the tech
nical quallty of the method;

. N 3

* trainer’s.role: flexibility, ability to mvolv%\‘the trainees, preparatlon and
presentation; . :

-® Mmaterials: their technicat quality and appropriateness. L
Forms developed ahead of ‘time prbvide an easy m;zthad of keeping track of
individual sessions, partigularly if the  training program lasts over several days. Forms
sho®d always be used as gundes.\onfy, since a particular session might not lend
itself to being evaluated in thosé terms. (See Appendlx, pages 44 & 45, for forms). . .
The most important pari of tﬁ’e .evaluation pg{ocess should occur .gne to two
months after the training finishes and be conducted both by the trainee and this
‘ supervisor. THis evaluation would focus on what dlffereqce the trammg made in
* terms of ]ob performanCé and could be the basis for further trammg programs,

s
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tfamer r’otes- prﬁduter di ctor, teacher o
- - - - fs evaluator . |

The term trainer is uSually cons:dered ‘synonomous with teacher. ‘Lcttle attention
is paid to the variety of tasks wh:ch must be done if a training program is to be
" successful., Those tasks fall into natural clusters, and for each grouping of tasks we
kave devised a role. name—-vproducer, director, teacher evaluator. As with any’
classification system, this one is rather arbitrary, and artificial, and there is obvious 'f’_"
overlap of"functlo& But such a system is useful because it allows the trainer to, B
assign roles or tasks within roles to a number of people. ’

: ‘ producer

.

The producer is responsible for all the planning prior to the start of the program.
This includes at least the following tasks: selecting the trainees; selecting the ttéimrs;
selecting the setting; gathering the materials, equipment and props; developing an
.evaluation design; developing a curriculum.

. In essence, the producer is responsible for devéloping a structure through careful _

planning and organization Wthh can enable 3 trainer to confidently assume the
-, directing and teaching roles. ’

. T
g ’
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.

The director is responsible for nmplementmg the planned training progr in a
dynamic way. His tasks mclude . )

1. staging the exercises and problém situations in a realistic way that challenges
the trainees’ potentials and demands from them creatlve responses to the
“problems; . - 4 ‘

.2.  focusing the direction of the trainees’ reaction to the problems and therr
’ ‘mteractuon with one another; T

@
1 = 3
] _<‘ .

3. adapting the training exercises to the needs, pace and potentlals of the
. trainee group } . . e o e e e

3
+

4. incorporating outside resources such as peeple, film, materials, props into
the trainjng format without disrupting the ‘flow and focus of the exercises.

) M .- -z 3
’ —
.
B -

4

" teacher o

A teacher;is_one who irﬁparts knowledge of a particular subject or skill. A good
teacher is one who carefully organizes his material, finds ways to highlight the most

important aspects, and uses a vanety of teachmg tools and methods to share his //

knowledge.. . . ¢ o s
) s N ) ’ N o - '“*. %-\/

—

Lectdrmgk the traditional method associated with teaching, and is of particu

a,xmportance in teaching substantwe law. The use of a blackboard and/or cha oc

define. terms and. to give a broad outline of the subject matte: to be cover@/d is very
useful. To make sure that the trainees are learning, the.teacher should have’ ﬁequent

- 4-/

question and discussion periods, and provide for penodlc assessment through written

assugnmeMs *or through demonstrating knowledge in roleplaymg situations. At the
end of a s*éssuym, itis partlcularly useful to summanze the major points.

- 4 . - -
. . . N L @ '
hd ) . \ - ~ . ..
.
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As' far as personality characteristics are concerned, skill in interpersonal relatiofis
and a friendly personéli'ty are always important,in teaching, but assume partictlar
significance when skills are being taught. Role-playing, the method usually relied .
onin skiIIs training, requires a high degree of risk-taking on the part of the trainee.
That is, " the trainee must.be willing to expose his level of knowledge to the scrutiny
of peers and teachers. Thus the trainer’s ability to es{a lish rapport with the trainees
and gain their cpnfldenoe is very important.

Y
PERE

- evaluator

® e . N . .
>)The evaluator has responsibilify'for the on- -ing evaluation of the 'grairiing ‘
program. He must see to it that the evaluation 'forms discussed on page 14 -- - .
are properly fllled out, returned and analyzed. D ring the course of the. training
there should be at least dally meetings of the trdiners to assess the program and
modify it as necessary. After the training program is completed a follow- -up .
questionnaire should be sent to th{ trainees anc‘a their supervusors When those o
questionnaites are returned and analyzed, future training programs can be desngned

- taking into consnderatlon what is learned about teaéhmg method and content from

B . the first program. ) ". ) ’/‘ 2
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role~playing as a teaching tool
. . .
. & .

Advocate skills, such as mtervnewmg, negotlatmg and client, representation, ‘can
best be learned by doing. One way to gain expenence,,wnthout ‘exploiting the client
and his problem, is to simulate an actual situation. For example, the trainer might
stage a “real” problem, with one trainee in the role of the paralegal interviewer,
and another person playing the role of the ¢lient. Both trainees and trainers can

benefit from this experience. . _ . -

Trainees can use role- playmg exercises to: ‘ -

.

+. .. apply and mtegrate new ideas and techmques within a controlled setting;

'deVeIop a style of interviewing (or other advocate skill) that is effective
and pers‘onally comfortab/le, ‘ : .

.
w

. use knowledge of substantive areas of the law in solvmg actual problems of
real"'tllent - .

b
). -

i Al

t

Trainers can use role-playing exercises to . ,

. see tramees in action and gam valuable insights i/nto individual strengths
and weaknesses; i /

. develop addltlonal skill exermses based on common weakn&fes of the)roup,

determme trainee’s major mlsunderstandmgs in substantlve law areas, WhICh
mlght serve-as the baS|s for further training. = -

In order to quy utilize the poteptlal mherent in roleplaymg, it is necessary to
give consnderatlon to lssues such as planning roleplay exercnses getting role-playing.
stdrted, dlrectmg the role- players and crlthuemg the role-playing exercises. |
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. .. . 4 Coe
“planning role-playing exerCises S

- ~r
< .

Role-playing situations. often deteriorate and are ineffective because there has
been no planning. Some tasks to consider before beginning role-playing are:

o state clear objectives for each role-playing exercise; : o :
* develop problems to meet those objectives; - -~

¢ use the trainee’s knowledge and experience, whenever possible, in deveIopmg
those problems;

¢ determine the Iength of each roIe-pIaymg exetcise;

L4

o decide on the pr0ps needed to make thg role pIay,mg situation reaI eg
. _'havmg a aesk chalrs/é telephone )

e .ot oy e - . - Yol d

"
'
R

¢ plan how the event ghould be staged; ' . .

-4

¢ select and.coach the actors, sueh as the client, before starting role-playing.

startmg the/r’olé~play;ng : -

- /. -t - -,ﬁ—r\% % : L2 o

. -

ImtIaIIy trainees are reluctant to get involved in roleplaymg There is fear of ex-
. posure’to ridicule,and sometimes there is just ignorance about what s expected
This. is partlcular/y trye of 0Ider persons, One of the most effective ways to get T
. .. _sfarted.is to proy de’ amgdeT‘f“the way the skill could be performed This provndes )
‘ .. structure to thq bsequent exercises, helps, make tramee expectations more realistic, - |
and henghtens t e risk level:

’
K
l

l . M
e

In p‘resentingj a model for the trainees, the trainer can have an outside resolrce
person or* co- t:lamer demonstrate the skill, or use a filmed demonstration such as oo

t

the one’ provnd

d in this packet oo i i
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" or when for teachjng reasons thlg seem

help;;"//,'ﬁmlm trainees who come from a dlfferent econo?'c class, ethnic or
. -ager Qf&t/some of the real problems and frustratlons of po clients. ~

-

. mperatwe that arrhngements be made to permlythat experlence to occur. Tt~

dir@ctin’go the role-players

s

P ~

The trainer must be ready_to stop the roleplaylng exercise when it is floundering -
or when & partlcularly good teac om't has just occurred, or.when it seems 1o
have served its teaching purpose. The traintsgjght haye to oach another person in
either the client or/paralegal role if the person.n that role doesn’t want too/ontlnue,

Fvisable. Althbugh generally 6ne would
egal, since that is\the role he is to learn,
the trainee play the client rele. Thjs js particularly

want the *tralnee in the role of
sometlm 1t lS seful to_

The problems involved in critiqueing role-play exercises differ depending on
wnetner the roIe:pIaylng takes place in a group.or in individual sessions. If it is a
group situation, the trainer must be aware of the feelings of the person role-playing
the paralegal and keep the criticism constructively focused. One way to do this is
to structure the criticism and comments by first asking what the trainees liked about
the par}\alegal's performance. The next step*would be to free the atmosphere for a
more h nest exchange of opinions by asking the trainee playing the paralegal role
how helifelt about his own performance Probe to see when he was uncomfortable'
and try ko find out what he would do differéntly. The comments and cr|t|c|sms of
trainees §hou|d be focused on how well the paralegal achieved the specific goals of
the tralmng exercise and how that performance could be improved. It is |mportant
for the galner ‘fo be alert to cr|t|c|sm which becomes an attack on personallty

Indlvu’flual crlthue;ng has _the same advantages as tutorlng over group teachlng
There, is the combination of individuat attention and freedom, from exposure to,
one’s peers In addmon in'a group session it would be, almost impossible from a time
standpom’t for each person to have the expgrience of actuallyJole-pIaylng an entire
mterwew Since that actual role-playing experience is needed for each tramee |t is

. . : -
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pportive apprdach fs stitl required
‘m the trainee’s
. performance.

. 1

i
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And finally, in seeking critical feed ack, it is equally important to ask the "“client”
what his reactions were to the paralegal. It is surprising how often a simulated,”
exercise can provoke very real reactions to the way the person is treated. The- chents
perspective is most |mportant su/nce thls is who the paralegals are supposed to serve,:
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. The use of film and video-{*icape can 'provider . Y -

. : { S
1. models of performa‘pce, particularly in skills training;

] . \
' 2. content in a more impactful manner, by involving the trainees visually as
Ty T well as inteLIectuaIIy

-

‘, 4 .
.. 3, an opportunity to analyze ‘someone s/performance without being. 3‘5‘3&;AA
: ‘ -~ of hurting a person s feelings;

. -

~
L

4 an‘c')bport'oni't’y to learn through observation about non-verbal behavior; ~

5. - varjety and relief for Both the trainees and the trainer. N

’ . . by' ; ) .
Fllms and v1deo -tapes can be artlcularly useful as an “ice- breaker if the trainees

do not know each other and ar somewhat fearful of gettmg mvolved ‘

‘ ‘Concerning the relative advantages of film vs. video- tape fllms have the advantage
of being easy to use because projection equnpment rs usuaIIy readily avallable’land .
takes no techmcal ability to operate. By contrast, eqmpment for projecting video- ,
tape is reIatlver expensive to rent, not readily” available and more difficult to use. . ~
However, if video equfpment is ayailable. to tape #rainee performances, it is well N
worth the extra effort and money. Such tapgd performances provide tfainees with N
an opportunlty to observe and evaluate their own performance Insights from self-
analysis can be the beglnnlng of a trainee’s efforts to modlfy annoying personallty ’
traits and style and to commit himself to Iearnlng more effective ways to perform

" the paralegal role. - _ .

- 5 A ?
N f - ‘ -
R . 4

N

', R Vndeo taped trainee performancegs g|ve tralners an opportunlty to review the tapes
with trainees and prowde individualized rnstructlon ft also establishes a baseline
A% for evaluating the deveIopment of the paralegals’ skills over the course of the tralmng
. . program. Tapes of the final performanoe might even be' kept “to compare against the
.- paralegalé performance two or three months after the gfalnlng pr gram. - .
- i
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If there is no money for the rental of equipment, it might be possible‘to interest
the educatlon/commumcatlon arts or medid department of your local coII‘e
allowing the use of their facilities and equlpment/{s part of their educational
program. - .. . !

. -, - P
- d .t ~ -
s . . '

4y IN the event that neither video1 tapes | nar films are availabte;audio tape can be
useful. Obwously it does not have the added visual dimension of video and film, ‘
but nonetheless it can serve as a way for trainees to learn about their. own level of

verbal skills. ) J— - ] -

.5
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teaching interbiewing ‘techniques

- N y

Effective interviewing involves a high level of skill which is only. learned.gver
time with experience and on;going supervision. However, a trainer can help a trainee
begin to devel/op thoseskills, and the purpose of this section is to assist trainers ir;.

9 )

R ’ . . N

.

The first task is to present principlés and |ssues “involved in the interviewing
_process. The skcand task is to mvolve the tramee in appIylng that knowledge |n
simulated interview situations. . o ’

-

-

/ v i

' *wpm{cnples &s 1ssrpes SR

teaching methods. 4t certamly would be feasible to ‘present issues and prirCiples
of interviewing by the lecture method However, our’ experience has bgen that a
film or video- -tape of a of a good interview can demonstrate with much greater lmpact
in a shorter period of time the issues involved in mtervrewmg ur film ”Paralegal
Interviewing: Fact-Gathering and the Human' Perspectlve was designed for that
purpose. A client with a disability problem is |nterV|ew by a paralegal. Comments
on critical interviewing issues are interspersed thro out the film to strengthen it
as a teaching tool. The film not only serves a dig ctic purpose, but if shown at the
beginning of the interviewing session, can “'br ak the icé” and prepare the tralnees
for the role-playing sessions. .

As has aIready been discus d in previous sectlons there are seveer/

In order to reinforce the learning b |
panying Traineé’s Handbook was develdped. The Handbook foll_gﬂs the format of
the film, but explores in greater depth the principles presented in the film and poses

,a series of questions_to he used as a written exercise, 3s ? basls for dlscusslon and/or

as a self-testing devnce for the trainees. F P *
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. .

It is recommended that the Introduction (page 6) and the section on *|ssues
Invoived in Determining Social Security Disability” /(page 27) be read by the trainees
prior to viewing the film. After the filim is shown, the trainees could be asked to

write a brief summary, including a descflptlon of the problem, the development of .

the facts the plan of actlon and what information is Iackmg The summary mlght
alfo mclude an assessment of the- skills of the interviewer. - E

The tramees then should be asked to spend -10 or 15 minutes readmg t'h rest of
the Trainee’s Handbook. . /

-
»

A 4 .
Following those exercises, hopefully the trdinees would be ready involve them-
selves-in the application of the knowledge just learned to actual;)uations Before
urnmg to those exercises, a word of caution about the danger otpresentmg a
model before mvolvement in roIe—pIaymg It is possible trﬁt some of the trainees
will try to behave in exactly the same way as the interviewer in the f|Im One way
to minimize this problem is to develop fact situations different from the one pre-
sented in the_film. Another way is for the, trainer to emphasize the need for the
trainees to develop their own style and to acfapt the prmcrples to the type of client,
as well as to-the problem presénted C S

o

~

: ‘ v, . / . e e s
And finally, remember that presentmg issues does not end with this initial presen-
tation. It is the responSIbullty of the trainer to hlghhght and summarize those issues
throughout the course of the training.

A
4

-

e
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apﬁcatiou‘%nwledge . / '

ws .
In ‘teaching interviewing techmques SUECESS iS measured by the skill demonstrated
ication of knowledge. Thus it is important to provude a range of opportunities
ing out those skills. In the following pages we have outlined ten exercises
\wrth the major issues in interviewing. Exercises 1 through 9 deal with
specific pieces,of the interviewing process and can be practiced in a group setting.
» {Our preference is for a maximum of ten trainges to a group.) The level of risk-taking
ranges ffom minimal to moderate, as wil be apparent whep the exercises,are studied.
. The 10th exerc:se involves an entire interview and ‘thus utilizes the knowledge gained
) through the prewous nine exercises. If at all possible, th e\f\q)le-playtng exercise
uld be mdlwdually crltnqued There isa pigh level of rnskm and 1nvolvement
_required, and having a large audience of peers ‘might be inhibiting. If it isn tposlble
“to have & one-to-one situation, /lt might be posS|bIe to have two or three trainees
who_ take turns at mte{vlewmg, ‘with one\t@ critiqueing the exercise. ,

-

M e o ]

b

; < -
Cohﬁe?n_ing the use of the execcises, we would expect that each trainer would
study the exercises, use them as.is, or modify them to suit his training style and the

> needs of the trainees¥ There are at least three ways to use these exercises: —e
. ) 1 ‘ ¢
1. in an intensive program “on Jnterwewmg (pIease see page 43 of - the Ny
Appendix for a proposed schedule) ' .
. . 2. as part of a basic training program on substantlve Iaw and SkI“S training
. n (see page 42 of the Appendix for a proposed outllne) - cl ‘
3( as part of th_e supervision process; for example, a supervisor might utilize ’
. . ) o? or two exercises based on nalysis of this paralegal’s interviewing .
. - skills. < ‘
" . ’ " . .
l' ) » ' . i
.1 ) 7\ ) .




. the paralegal role .

L4

.

: | purpose

[

: . To see how trainees perceive thelr roles, functlons and relatuonshlps\h o
. ! attorneys within a legal services program; N ) I -

. To test and develop trainees’ abilities to express their role and function in -
a clear and positive way that clients can understand. - :

- muner smps

b LY

1 See Page 13 of the Tramee s Handbook

N «
——— frn e

2. Form a semi-circle and stand. or sit facmg the group. The traiper then asks
individual members of the group to expla|7 their roje as paralégals to him as if he . oA
were the chent The trainer can depict typical client attitudes gnd reactions to the
paralegals] expianatlons €.9. misunderstanding with silent acceptance, contmued

and to)see a lawyer still thinking that the paralegal is an attorney even after
dthe explangtlbn and’/o forth.

/

4 7 , ,e

3, Begm the drill by gettmg as many trainees to explam their role as possible. .
Allow ,only q mmute .or two for the explanation and try to keep dlscussmn ata
mlmmum If trainees begin to discuss someone else’s performance or tell you ho

rhey would /do it, try to get them to demonstrate how the

H

role. i
5 -

Jems. The, most corﬁmon problems are;

——Dlescnptlon of role in negativ
f their role, or when
rneys.

theyy lack confqdence in




™
—— l-iumed or mcomplete explanation of role: Thns sometimes occurs because
of time pressures, fatigue. and oreoccupatuon with doing the ““more important” . ~
fact-gathermg aspects of, thejob TS )

- (3
-,

"y L .
5. Point out during the discussion important aspects underlying the paralegal’s
role such as: . )

'

"——The real skills necéssary to be.a paralegal and the paralegals’ sources of

authority to act on behalf ofclients, e. g the supervision. of client case handling

by an attorney, and the authorization granted by specific administrative
' agehcnes to permit non-lawyers to represent clients before them.

——Some of the practical aspects of a paralegal’s work, such as” the faralegal’s
work releases attorneystime, allows the office to see more clnents, speeds the
"handlmg of cases-and-so forth. - - - e e - - -

et L

6. |f some aspects of the paralegal’s role and function still remain unclear, give
the group a written assignment, to outline their functions within the legal services
program by developing their own job description. The job description included in

" the Appendix, page 46, can be used as & model against which tramees can compare
and analyze tﬁelr own job descrlptnons . .

>




B '. Inshmg rappo?uidealmg
| trainer's tips 2

-~ - e ey

F3

establishing rapport

N
3
o
k.0
\ Nx,
S~
'
BRI 4

pur’pose

. To give trainees’ opportunities to practlce a variety of technlques for estab-
v%th different clients and client reactions. -

1. See Page 11, Trainee’s Handbook.

-
v

2. Begin the role-playing situation by having trainees concentraté o

greeted‘.

3. In testing and improving trainees’ skills'in de\;elqping rapport, confront para-
legals with clients from different age and etitnic groups. Also direct clients to bortray
different attitudes and reactions, startipd with a client acting docile but very upset
to more difficult reactions such as“suspicion and anger. For example, have the
paralegal greet and try to develop’rapport with an angry client he has kept waiting
45 minutes. ‘ ' " -

ue




. To give opportunities to try out dlfferent ways of explammg the meaning of
confldentlallty to clients;

. To discuss the use of confidentiality as a technique for reassuring clients,
, maintaining rapport and facilitating the asking of personal and probing questions. -~

. &
, Tainer’s tips -
b ) . L 3 ’
L rainee’s Handbook. ’
. : J
2. with trainges the meaning and importance of client con-

fidentiality - *
o 3 regular role-playing situation or a modified role-playing approach
‘ where the” trainer is the client to actually see how trainees explain confidentiality
/ to chents and to try out different ways to explain it more effectively. The situations
‘ /- should be relatively short permitting a majority of trainees to. participate.
/ v .
- T - - -
| .

. - R - 4

»




: 7 t's 'right to an administrtjve
i ¢ hearing /|

~ *, To _assess how trainees éet clie‘nt\mﬂatures on apprﬁpnate forms such as
appllcatlod for hearmg” forn} and ”authonzatton to represqnt " form.~ ’ CL

o s
4 e . - -

- . / - ) R 1)

o e trminers fips . o .

. 1. See Pége 22, Trainee's Handbook. .

2. Before startlng the role-playing exer0|se give each trainee_a copy of the
appropriate applicationefor hearing form used in your locale and a copy of the
uthorizatlon to represent form, Appendlx page 47. Direct tramees to explain
the use of these forms to clients,and to get their slgnatures on them during the
course of the role-playing exercise. Watch for appu:epfﬂ'ate timing.

k

Lo 3. Difect trainees to concentrate on’ giving clear explanations of the b
\ elements in the hearing process and the clients’ rights to'a\hea(_ihg. The urpoS
~of such an explanatlon, in the mmal mterwew, is tO, present enough essential in-

formatlon in order for the. client to make an inf eq,decmon but not so much

.{_, qu;ma‘tlon that the oh@mll only become tonfused. Tralnees ogen bave dlfflculty

S in glvmg a batanced presentatlop ¢

. S, L R /__.-_‘ M '-/“.—‘
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. dlieft eligibility

3 g
R
: !f\ \

»

pur’pose L

. To dxscuss the prmcnpai issues involved in determlnlng ellglblllty,

A o ]

. To gve trainees an opportunity to try out a varlety of technlques ifv actually
gettlng the type of information necessary to make eligibility*determinations;

-

o

". To make a preliminary assessment of how creatlvely trainees use forms in
gatherlng information. - : | -

1’ ’ s

T DiSCI:lSS the major issues involved in determining cIient eligibility such as:
——the mtensely personal character of financial mformatlon needed to deter-
mine eligibility; - ' . . K RN

——low-incomegneople’s right to an 'ex,pla_natioh why such questions need to
be asked and their right to be asked those questions in a respectful manner;

——suggestions on how to ask eligibility questions in a sensitive way by creative-
ly, not mechanically, using eligibility forms or questionnaires; by knowing and )
asking onlg those questions that are essential to determmlng eligibility; by '
asking’ specific or close-ended questlons and not open- ended orteading ques-

t|ons that can confuse the client or develop an mterrogatlve atmosphere;
1

——the problems in deciding at what pomt in the |r;terv1ew to detérmine-
ellglblhty, o

-~ =

‘-—the acceptance of clients” answers to eligibility .questions as truthful unless.
. there -is cIear evidence to the contrary. “ .

33




\ 2. Have the trainees r@ie;ﬁ“jlay situations with clients whose eligibility, ranges
from easy to determine to uncertain. It is important to have at least one situation
. where the cIiep;t is clearly ineligible and the paralegal must explain this to the client.

\ 3. Instruct all the trainees to fill in the eligibility information on the form
their agency uses or the onig provided in the Appendix, page 48. These forms
should be handed in after the exercise foq the trainer to assess. ’

¢ -
- )3

“ERIC ‘m:f

Aruitoxt provided by Eic:




' trainees should charige roles and carry on the discussion until each one has played .

i}

listening to clients 9

_ | . puﬁ)ose

. 4

A
. To judge how well trainees listen w:th comprehension;

G To- provzdeopportumtles for trying out techmques to improve thetr‘hstemng

i ‘"capacmes ) ‘ \ L.

o

= tebiner’s tips
’ 1. See page 14, Trainee's Handbook. ‘

2. Use the summary of the filmed interv{ prepared by traunees (see page 25)
as the basis for discussing some of the barrieérs to effective listening, such-as fatigue,
bor/edom, anxiety, and psychol_oglcal blocks to listening to certain types of clients

/frOm different ethnic groups or clients with annoying personality characteristics.

3, After the discussign, break the trainees up into groups of three for the role-
playing exercise. In each-group, one person W||| be the speaker, another. the Ilstener
and the third, the arbiter.

4. Give the groups these instructions: The speaker: starts the conversdtion.
Before the listener can become speaker he must first summarize, in his own words
and without notes, what has been said previously. This summary must be correct to
the satisfaction of the speaker. Where there is a dispute, the arbiter decides. The
the “listener’s” role. ' b

L3P |

E'; The trainer and co-trainer should circulate among the groups du'ring the
‘role-playing and assess the awareness trainees have of their problems in listening."
. * v\

AN

#6.  Follow the éxercise with a short discussion on what difficulties trainees had
in listening and what techniques seemed helpful in overcoming these problems.

-




non-~verbal behavior

. - ' a purpose -y
) . ‘ ’r : /- .
s . To help trainees becomesaware ‘of non- verbal behavior and how I{can affect

g AR ’

- commumcatlon durmg the course of an interview;, ¥" . - ki

.

. To stimulate trainee awareness of their ewn non-ve(bél behavior.; \
g N ;

-

/ fhiner’s tips

~ . ... 1. "Seepage 15, Trainee’s Handbook. - S

-

.-

2. " Give trainees a copy, of the checklist ”Ana{zing Non-Verbal Behavior,”

. Appendix, page 50, and instruct them to use it to analyze and evaluate the filmed

interviewer’s non-verbal responses. The completed checklist can be 'handed in as.a
written assignment.

.

3. Discussthe rmportance and use of non-verbal behavior in dealing with cIlents
It might also bé useful to dISCUSS the srgmflcance of the client’s non-verbal responses
in the film. : . : : ] .
' : Dok o I
4 If trainee performances have been video-taped,-instrict paraIegaIs to use the
checklist to analy e and evaluate their.own perforn'iance or those of fellow tramees

.eckhst cah Iso be used to evaluate Hive trainee performances




o/>en or close-énded; 7 \ .

o fact, gathering
o \ | . ;i;?‘

A4 purpose

\\
. To defme and focus in on the problem(s);” ——
hat/ lients understand their

. To explaln appropriate law in nan-legal t@km??o t
rlghts ang/understand the purpose of the questions asked;

R

. To use the type of questlon approprlate to the mformatlon req(ured e8.

“ -

/S

To -use forms and checkllsts creatrvely,

. To take notes;-

To/mamtam rapport throughout the fact- gathermg phase of the mtervuew
trhiner’s tips- = "
1. See pages-17 and 19, Trainee's Handbook.‘- g

2. Before starting the roIe-pIaymg exercuse, g|ve each tramee a client intake

form. (See Appendix, page 48), Trainees should be given an opportunity to become c

famlllar with the forms dnd the typ@ of lnformatLon they Seek

r S

4

'3, -instruct every tr#mee to use the intake form and take notes throughout the
course of the role-playing situation. This will-help maintain interest and allow for

other trainees to assume the interviewgr’s role at any,trme-durmg the course of the *

role-playing situation., It also provides the trainer with feedbagk on the non-
patlng trainees’ skills in observing, analyzing and reporting the facts.

_ . -/ .
"4, The trainer should make it clear to trainee%, that this rele-playingexercise
starts out with the.assumption that the interviewer has developed rapport, explained

.| his role, determined client eligibility for the service, and listened to the client talk

about hls problem in. general terms Before beginning, state tl're cllent s problem or

.,‘, 37 L

g



problems, e.g. landlord-tenant problem, welfare grant reduced, beneflt applied for
and denied.

/

5. In this exercise, traimees often fail to give éliants explanations of appropriate
law, the reasons for their questions or the use of forms. Frequently, they are either
funcomfortable in taking notes or so preoccupied with note-taking they don’t seem
to listen to clients. As trainers, you can handle such problems that arise in trainee
performances in a number of ways. For instance, yoy can stop the actiom, focus the
attention on the problem and offer suggestlons on how the |nterv1ewer might try

«a different approach or4se another technique. The trainee mtervuewer would then
be encouraged to continue tbe rolevgfaymg, trying to lqcorporate the suggestlons.
N | . T
6. At the end of the exercise, trainees shéuld be given a short time to fill in the
. .forms and make additional notes. These.should be.handed in for the trainer to.assess.

.

’

Ve
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" developing a plan of action - &
.77 closing the interview

it,

g

o

. 5

T+ . purpose

+

P
1

-

2 AIIow trainees time 1o analyze and evaluate the mform tion gathyered in the
previous exercise. Disguss wnth them the optlons open to the cl ent, what addmOnaI
factual information i
how to close the.inte

- - .. | .

3. Develop a rale-playing sntyatlon biie/d/on the previgus discussions. whigh

give trainees the opportunity to explaln’optlo ns to the cllent decide on a, courde
of ation and close the interview. , X

3 ’

"4, Trainees sometlmes force their oplnlons on the cllent rather than explalnlng
the Optlons and permitting the client to exercise his right and responsibility to
choose a course_of actron In this situation, ‘there is also the, reaI possibility that
paralegals mlght unwnttlng g|ve legal advnce or make promlses that cannot be kept.

B. Roie. reversafs can be\ an effectlve way for tralnees to gain |n5|ght |nto this
‘prablem. Another good tech lque is to have the paralegal trainee ask the cllent

6.0 Tralnees frequently have t ouble endlng the mtervnew Some/techmques are

to review the plan of action, outllne\the cllent s role and set a date’{‘or a follow-up

k

‘

actlon

- . R - ~

Y

B

39“




summary of previous s)gifls R

CoL L purpos « e

. . . Y I

'i‘q‘

. To test tramees abilities tp apply and mtegrate the principles and techmques
o& the first mne exercises, by giving aevery trainee dn opportunity o conduct an .
" entire client interview;

s w

. « To give every trainee an individual critique of ﬁjs performance. .
{ .

.

L

tminer’s tips \ .

1. Develop a single fact sltuatlon based on the substantlve Iaw area which can”

be used in/all the trainees’ mdnvndually conducted interviews. This fact S|tuat|on

_ should be different from the one used in the filmed interview and/or in any

~other Mol presented. o - _
2. Prepare written materialé‘dompleté with statute and/or regulations relevant’ K
to the problem and. present this information to the trainees a5 a group T

I‘f, oo L ' * " Nk
3. Schedule these &nterwew exercises to allow time for the entire mtervnew to
be conducted and a cr gque to .follow. Because of tlme constraints, it ‘might be

necessary: to have’_tw ainees conduct the mtervnew one beginning, thé other

inishing._ .. it - . ' “
Cra Y = - N . N . \
Lt ‘ N o .~ .

e

-,

4. Those domg thgmdwudyal critiques should’ be thoroughly famlllar W|th the
‘entire tralnlng program, its content, goals, methods and materials in order to
provide constructlve criticism. {See ”Crlthuelng the-Role-Playing Exercise,” pages .V .
" 20 and 2. ’ ’ - : A - Ly

. - '
L. . e 7

LIS




. . , ' . +

g ' epilogie. o :

In this Handbook we have given an overview of the process,involved in planning

and in%pTémenting a training program, with special emphasis on interviewing as a

_ subject matter. Although being a good trainer is a skill in itself, we have tried to

: provide information which might help someone without extensive experience
function in that role. ' £

We think that this packet on interviewing, as well as the other training packets
mentioned in the Preface, can be used creatively and flexibly by project directors
to begin to provide the kind of training that is essential if paralegals are to function
effectively in their jobs. Technical assistance is available both from the National
Paralegal Institute and from our office to help in setting up appropriate programs. :__,
We would like to know whether you have used our materials, in what way you~
' have used them, and how useful they were. We would also welcome suggestions
as to what other materials you Y&oul@iant to have produced_ . .

California Rural ‘L%al Assistance Office
o ~ National Senior Citizens Law Center
t 942 Market Street,\Suite 506
: ‘ : San Francisco, California 94102
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TRAINER'S BIBLIOGRAPHY i

Publications of the CRLA Office of the National
. :' Senior Citizens Law Center* '
rket Street, Suite 606 — San Francnsco, Callforma 9410@

Iy, McAdams. The Sanla Cruz §tory. Older Pcople Sen ing Older
Legul Setting. Han_dbook and accompanying 16eminute, 16 m.. color

942 |

Colgl‘ns, Don
Y, cople in

aelly. Paralegal Interviewing. Fact Gathering and the Human Perspectire.
30 minyte, 16 mm. color film and accompanying Trainee’s Handbook and .

Handb00k € P -

for p 'legals summarlzes anglyzes, and provndes advocate tips on the new
federdlzed\welfare program for the aged, blind, and disabled. (In preparation)

Admmrstratlve\Hearmg Paralegal Representatlon There will be a film and accom-
panymg Advocates Haridbook on how paralegals advocate on behalf of clients at
a SOClaI Security adtninistrative hearmg (In preparanon)
- . ./ R -/‘ ‘
,'_I iﬁelected Publication$)of the National Paralegal. Instltute* =,
\f + 2000 "P” Street N.W., Washmgton R.C. 20036 ‘

Stﬁtsky, Wllllam P. Inyestigation in a Law Office. A Manual for Paralegals. Antloch
School of Law, National Paralegal Institute. 1974 © . R

. . Legal Reséarch, Writing and Analysis for Law Srudents and Para- M ' ) |
iegals Sume Stamng Points. Antioch School of Law, Nati6nal Paralegal Instltute.
1974 - ’

. Teaching- Advoéacy Leamer-Focused Trammg for Paralegals
f National Paralegal Instltute 19737 . .

) ) o f . - . What Have Raralega[/ Done? A /Dic'}_ionary of Functions. Natic;nal“_ |
/ Paralegal Institute. 1973 . - . / L

. ¥ S=
, .o e .4, . . t

'\ @ 1“ Write for total publication listing and price mformat«on . . e - : /
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Evening:
DAY T
. Morning:

Afternoon:

DAY 2:

N il
DAY 3:
. Morning:

Afternodn:
"~ DAY &
Morning:

.

Afternobn:

'

“

DAY 5:
Morning:

o] [C”;z_m.* o

Personal Introductions and Overview of Training Program.

. /
- -+ - -Mornirg: -

. Afternoon:

Aftérnoon:

5—-DAY TRAINING OUTLINE
. .- \

' r3

4

- 'Y -
]

- Paralegal Roles and Legal Ethics (Incorporate Exercise 1)

Overview_of Supplemental Securlty Income Program (SSI) and
how it fits into the larger Income Mal‘ntenagce plcture .

Supplemental Security Income

!(I i ¥ -
t
; ...... ~ 3
’ i, ", —_—
. ’ kY 3

SSI-{continued)-- - { - - - .
ER : !

Interviewing ) '

el . s ‘\ ) Py

,
‘s
'

I nterwewmg (cg}itmuedl

‘3

SSi Appeals Process lient nghts
~

) T
Presentation of Client Fact Sltuaglon

Discussion of Investigation Skillsi N ,

M » 5 . »
Simulated Hearing/Client Representation by- i’aralegals \

Preparation for Hearing .

’ . /
Wrap-up — Trainer discussion of Training Program, Problems of .

- -

Paralegal profession, etc.




2:30
3:00
3:15

" 4:00

3:00
3:15

4:00

4;30

1-DAY SCHEDULE ON INTERVIEWING

-«

’ -~

Registration — materials — coffee

Personal Introductions — Purpose of Training described —
Trainees instructed to read the Introduction {page 6} and the
section on “lssues Involved in Determining Social Security
Disability’ (page 27) from the Trainee's Handbook (each
trainee should have one).

Show film “Paralegal Interviewing: Fact-Gathering and the
Human Perspective”.

Coffee. b rea kK -

re

Trainees asked to write a brief summary of the film (see page 25

of this handbook) and hand in.

-~

Trainees asked to read.the rest of the Trainee’s Handbook.

E>-<ehrg:ise 1 - Expllaining Paralegal Role
Lunch R

¢

Exercise 2, Establishing Rapport
éxercise' 3, Client C nfideﬁtiality

Exercise 4, Explairiing €lient’s Right to Administrative Hearing

t
. Exercise 8, Fact-Gathering . "
\]
- Break R ’
. ;’&. T
Exercise 8, F,act-Gathering'(éontinuéd) ~

Exercise 9, Developing a Plan df At;t>ion and CIosing: the
‘Intérview i ’




INDIVIDUAL TRAINING SESSION EVALUATION

"

Name‘of Session’ : Evaluation Code:
Group A B Date/Time__. - ~ -E — Excellent
No. of Trainees AA —~ Above Average
Trainer(s) : o A — Average .
) BA — Below Average

Evaluator ) U — Unsatisfactory
1. What is the goal of the session?
2" Methdd used to convey teaching material: (circle)

" " Lecture _ ___Role Play Discussion ~ Panmel -

" a. Technical quallty T e E AA ABA U

‘Comment

. b;,?\'ppropriajceness of method in accomplishing purpose. . E AA A BA U
Comment: o ~

| 3. Trainer’s Role:

‘.a. Establishing_learning atmosp e e e e E
b. Flexibilit'y?'%; R N E
c. Ability to fiivolve trainge (trainee'xisk-taking) . . . . . E
d. Presentation . ... . ... ... ... G o o e e e e e E
Comment: ‘ 3 /
4. Materials: - - S
a. Content of materidlsused. . . . . . ... . % ~.+.... EAAABA U
b. Technical quallty}f materialsused . . . . . .. . ... E AA A BA U
c Approprlg‘tene s of materials . . . .. vee..i... EEAR ABA U
.~ Comment: Lé[ /

. . \
N . N, -
> -~ - - /




OUTLINE FOR EVALUATING TOTAL TRAINING PROGRAM .

Name of Training Program
Dates . )

Sponsoring Orgamzatlon : L
Evaluator

L4

1. Goals: What were the overall goals for the training prog‘rarﬁ?

2. Cantent:

* a) What were the contentareas being taught?
b) Were they relevant to.the goals? . -

3. Organization:
a) What was the quallty of the physwal set up, e.g. aocommodatlons training facilities,

L food etc.? . L . S
b} How effective was the scheduling in meeting the goals of ‘the program? (,’ o f
' - 3 - /
4. Trainers: : /
a) Were they .well prepared? ) . ' T /'
pa . .
’ b)+Did they work as g team? . ] '
/‘ - .. €} Could they establish a learning atmosphere and involve trainees? “.
, d) Were they flexable in adapting content, method and materials to the needs of the tralnee v
4 group? ; . T
5. Trainees: ! R . . o . ;'I
a)’ Was a common basis used to select tralne&s7 . '
b) Was the size of the ts:amee group approprlate? . >
, / c) Were'the trameeg motlvated? . KR . .
6. Methods: ° o o . ‘ /' oo
. @) What were the training methods used? '. . ¢ /
" b) How well did these methods work? -~ y
’ c) Were the methods used approprlate to the content and purpose of the training program? : J
‘ 7. Materials: Coe ‘ ) ! L L " !

a) How a;ibroprlate and completé Were the wrltten materlals provided?
b) Were audlo-vasual ‘materials and props used ejfectlveiy?

hd
8. Adﬂltlonal comments‘ P N T A ) A
» S . . »
. s ’ . .
» . Iy & . v I . .. Ay
. . - bY - ¥ & - . .
| o .. . e L. T - /45

ERIC =7 '“zm FGT T,

ot . N B . .. . ‘
A} s, e . %‘2. ¥ 4‘ - ; . N
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POSITION DESCRIPTION

*u

. POSITION TITLE: LEGAL ASSISTANT . R

Il. DUTIES AND RESPONSIBILITIES: P ~

-~ . A. Purpose of Posttion: To represent indviduals and groups of senior cmzens (62
or over) in securing their full entitlements and maximum benefits from health
care, mcomf. maintenance,. housing, and social service programs and to protect

~their rig nghts as consumers. o :

B. Specific ﬁutles and Responsibifities:
1. conduct all initial client interviews;
2. under attorney supervision, initiate, research, investigate, p}ar; carry outand
. terminate a client case;
’ . 3. implement casgé action on behalf of client, tncludmg advice-giving, lnformal
advocacy (negotiation), and formal advocacy (representation of client at
administrative hearmghy ) B
. work with attorney and $tudent volunteers on spec:al research pro;ects* !

R

%; 5. educate client groups on their rights and on how to utilize legal serviges;
- 6. provide information on services of_the_office through skitled use of the
L, L . media; . -
‘ . . 7. participate in on-going staff training programs . . L
| . -

C. SUPERVISOR: Supervising attorney.
© D. SUPERVISEES: Student volunteers.

")
.

‘ ) iil. QUALIFICATION CRITERIA - ' . L.

/ . © + A. Age: 55 years of age or over. . .
| T . B. Education: No formal education required. <ignctional literacy required. Good

\
i _ speaking and writing ability .désirable. .
‘ :

. /C. Work Expenence Experierice in wor Mg with le, and/or work in fields
. related to health care, income main nance, housung, cnnsumer affairs, socual

services, etc. is desirable, but not re unred

/ - D. Personali Emphasis will be placed on the individual’s “life experiences,” es-
o ’ L pecially as they relate (to the Person’s awareness of the problems of efderly
. . . persons attitudes toward the poor and ability and committment to act on be-

' half of senior citizens. . ~

1
- 4

. E. Other: All applicants must also be_ willing to participat'e'in a training program
prior to office opening. ' )
- v

“IV. SALARY: $550/mo., plus fringe benefits. L

s
-

) h , . . : ‘ R . [
—F Tc‘_As._i’.__- SN — i~ E—

» . - . ’ N

. i '

7 * o ) i’ -
f B .

- . ’ L3 . . . L3
U PP S R PRS- SR U SIS PR N




[ . ) - /
AUTHORIZATION TO\RE’PRESENTI. - ’
) : . , v - > . / .
I \ . _, residing at
~ {Name — Please Print) ’ -
' {Address) % . .
hereby ‘authorize Senior Citizens Legal Services to represent me in the matter of:
. N ' y ‘4

10

2 - 1
and in _connectjon therewith to have, access to, inspect and copy all information relating
e T I - - o m £ S U, e e
thereto, including, but not limited to, all medical records and information. .
‘ J /.
oo v /-
. " ) l z / a
<o . ’ Cov S/ignature p
: - ’/ . : / | .
/ 1
. ; Date
N . / N
S « N
\:,/ < . | i
- Witness: / ' : ’ '
. Vi - -
Signature -
. | " Date v T
> B » . \:
- . i ) , |
- s .
N R - B .
Y , D I3
v < . |
. . . v |
P . . ] ) . |
- R - B’ ‘
| A ., T . et
. . O ) ; 4\8 . g \ !
, 3 P - i A " , 1 .
L3 ; ) .
* ‘ < \’ / Y * _(': . - . s b »
‘ K t M 14 ) \ - :’ . . . N
| R [ S, SR SR .
| R ) - . .

"—]: lk&lc‘“;'—'?‘—*—"“’ BE . :“A ”* Dy
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CLIENT INTAK/E; ,CLbSING AND STATISTICAL SHEET

LY

s
P

Number of DEPENDENTS not mcludugg Spo

PRE VIOUSLY-SERVED:  Yes

REFERRED BY: (Circle One)

. 'Health Agenty .

. Welfare Agency

. Other Social Agency .
. Publicity/Community Education
. Client organization
. Former client
Other.

«

s .
. .
Legal Assistant File No.
CLIENT NAME ) R ' DATE OPENED '
Social Secunty Number _ . DATE CLOSED
*  Addrgss: . . INCOME:
' - ~ .., $Sl: Old/Blind/Disabjed
Phone ' o GA / AFDC * ' .
SEX: M F. . AGE SOC. SEC.: 0ASDI '.
. . AR
MARITAC'STATUS: S °M D W .Sep. STATE UNEMPLOYMENT _____
) |S APPLICANT HEAD OF HOUSE LD? ' VETERANS PENSION -
: OUSEHOLD. ¢ OTHER :
ETHNICITY (Circle One) . TOTAL: ‘ .
1. American Indian’ ,‘Onental / . T
s, 2.vBlack - - - HI g TASSETS: - > ) - oo
3. Caucasian . 6 Spanish Surname . -
7. Other . . BANK/SAVINGS
: HOME/OTHER PROP.
SPOUSE/‘FRIEND ' -
. * MOTOR VEHICLE /
Address e - . /
T o awwd. .  LIFEINS.VALUE /
R , B
¢ Phone . . ‘41{2 ; TOTAL -

-

LIABILITIES: .
TOTAL DEBTS
MONTHLY DEBT PYMT.

.

-~

IS APPLICANT ELIGIBLE FOR OUR SERVICES?.
Yes N
If questionable, please ‘explain:

]

-

List the numbers.m the proper secuons below,
the actibns’ t¢en and the results obtamned.,

’ PLEASE TURN TO FORM NO. 2 AND SELECT THE APPROPRIATE PROBLEM.

As the case proceeds fill in the appropriate spaces with numbers indicating

P

.~

~—[ MC 48

R A 1 7ext Provided by ERic

PROBLEM ACTION v RESULTS |
s . —
A, ] ¢ : - \‘ . — - -
-~ -t Y ': - i , -1 Y :
. . f A
" o . ] P
Client satisfied?  -Yes, NG A ;
N )
N “w oo, &0 'a{' .’ FORMNO,}
oy “ .
e e el L e - . I NG S




LIST OF PROBLEMS .

- — —

- —

1. SUPPLEh{IENTAL SECURITY {NCOME (SSI): Old/Blind/Disabled J
a) apphication  b) demal ¢} amount - d) termination e} ifformation, _ f} harassment

2 GAJAFDC . B oo
a) application  b) demial” ¢} amount  df terminatiqgn  e) harassment \f) information_
. A} -
3. SOCIALSECURITY: O4€DI . '
a) application  b) deniaRg ¢) amount - d) termination e} information
. . - !
4, VETERAMNS BENEFITS * ; .
a) application  b) denial ¢} amount d) termination e} information .
, 4 ) . . .
5. MEDICAL (MEDICAID) - ' S . >
a) application  b) demal ¢} termination d) inforgation ’ ‘
6. MEDICARE- . » ) c ) ’ .
3) billing b} information ¢} denial-eligibility d) denial-coverage e} harassment .
7. LANDLORD.TENANT (Private) '- .
a).eviction b) rentincrease c) codeenforcement d) information e) harassment ..
. _8. LANDLORD-TENANT {Public) -

a) application b} denial ¢} eviction d) rent increase e),code enforéement  f) information g) harassment

N .
.

9. ~'HOME QWNE RSHIP
.a) taxes b) foreclosure c} information

- N : ™
;

~ 10. . CONSUMER . ’ . . L
5 a) garmishiment b} repossession ¢} defective goods  d) biling e} wark unsatisfactory  f) price unsatisfactory
) " g) harassment i) contract ' ‘ S Z " ) . " .
. LIST OF ACTIONS " - . LIST OF RESULTS ,
. Referral . 1. Success L ) ’
‘ 2. |nvestigation . ‘ ‘ 2 Pa‘rtial 80cn;ess )
. . '
3. Advice given to gient ' ’ ’ 3. No Success '
‘ J4. Chent ;duqatlon ) ) i 4 F;esuh unknown
. ’ 5 Informal gdvocacy ’ ‘}\‘3 Client.ha.n'dling own c;se -
' 6. Formal .ad‘v'ocacy {Adm. hearing) / Vo 8' Other organization har:dling case
¢ . - [§ . - .
« '-_7 Court :action . 7.  °No resource :availab|e . .
8. ;\lo action , . 8 Case has no rr‘terit'

Aruitoxt provided by Eic:




I

CHECKLIST

4
Al

“For Observing and Evaluating Interviewer’s Non-Verbal Behavior

L}

Never

3

Most of time  Sometimes

I. " POSITION TOWARD CLIENT
1. Close
2. Distant
3. Facing |
4. Not facing / .

0. POSTURE . )
1. Relaxed. ]

2. Slouching

3. Rigid . -—

3 4. Restiess & ’.’ . ‘ l

EYE CONTACT / FACIAL EXPRESSION 2 - ' “
1. SQontaneous eye contact " n o \ ’

. Looks at person when talkmq . -

. Stares . .

. Nods affirmatively ) . e .

. Frowns i '

. Shows little or no exyressuon

7

™|

| |&H (W N

SESTURES S e S I N
1. Natural o
2. Forced” - ’ . S o ) 4
3. No gesturing ik - )
-4, Too much gesturind

o
|

VERBAL QUALITY o ; '
_# 1. Pleasant . -
2. Tob loud N _ - AN &
Too soft '
Toofast _ " - = a \ i e

Too slow ) - )
Intérested” *

Dutfp, -— - N\ -

N|o |9 | @
\a
L4
e
'
)

8.

Nerv

bus}

- +

.

Rate lntervuewer

$. Overa|| Non-Verbal Behavuor as (cnrcle one):

(1) Appljopriate

'

(2) Sometlmes approprlate

51

P | {

(3) Seldom appropnate

—T

'l

s

(4) lnapprop}iate




PARALEGAL INTERVIEWING:
Fact Gathermg and the Human Perspective

.The film is designed to demonsfrate principles of paralegal nterviewing through
an actual interview and through the use of a commentater who hlghhghts important
issbes during the course of that interview. In this packet the film is the primary
teaching tool, with supplemental written materials for tramees “and tralners

\ Film = 30 Minute, 16 mm, Color &

Handbooks for Tralnees and Trainers '= .

The “Trainee’s Handbook” is designed to provide additjonal |nformat|0n which
could not be included in the film, without disrupting thy flow of the interview.
The Tramers Handbook" is designed to provide an overview of the process in-

4volved in planning and |mplement|ng a paralegal training. program, with specnal
emphasus on |nterV|ewmg -

The “Tralnee s Handbook" can, of course, be purchased separately or at bulk rate.

Fa

J. c
ORDER .FORM %
. - . . '
| NAME ‘ TITLE
. ! - . L% k!
"ORGANIZATION - . ‘ . o
. o o - . ) % /‘:
ADDRESS . CITY. STATE ¢+ ©_ 2IP \
‘ THE FILMY Paralegal Interviewing THE HANDBOOKS; : . :
Rental fee includes one free copy of s 2;7mer s Ha:;dbook .o
the il'ralnee s and Trainer’s Handbooks. ) -£2/c0pY . . oy,
,® Coples requested LI
$ 6.00 for Legal Servuces Offices - _ . '
\ $1 00 for other agencies - "7',-;.,% Handbook”' s
4 L v $1.25/copy gL
» : DATES PREFERRED. (Give 2) R Copies requested . .
N ‘1) _ ‘ . i 'Bulk rates avallable 5 or more coples, $1 00 each ‘
' 2. - . " Copnes requested ]
A o CALIFORNIA RURAL-LEGAL ASSISTANCE OFFICE o .
- : ‘== . ' | NATIONAL SENIOR CITIZENS LAW CENTER 7' e DRI
- . 942 Market Street, Suite 606 - e
X 1T . —% . San Francnsco, California 94102. -
: y — . . Phone: (415)989-3966 . = - . | .
. . V- X V ..K- ‘A- . . ; . 51 W Tl
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DOCUMENT RESUNE/

ED 124 595 , S CE 007 236

T‘“““"TiTtﬁ~ S Gener:c Fraining M¥aterials. - .- e L e
? ’f; INSTITOTION Kational Paralegal Inst., Hashwngton, D. C.

. *- PUB DATE . ¥ar 73

- . ROTE ¥ 86p.; For ralated docunents, see CB 007 236-247

=t -

EDRS PRICE =~ KF-3$0.83 Plus Postage. HC Kot Avallable from EDRS.
DESCRIETOE&S *Cuyrriculur Guides; Ethics; *Institutes (Training
Prograas) ; *Lav ‘nstructlon' Legal 2id; .
. : ' . *Paraprofe551ohai Persénnel;. ‘Research Skills; . P
| < ;eaéhlng Guides; Teaching Technigues - :
. IDENTIPIERS *Legal Assistants .
- . - z .

ABSTR2CT
Part of tHe National Paralegal Institute's curriculum

for short-term intensive training sessions for paralegals, or legal
assistants, the document outlines the format for training sessions
concefring: (1) initial training to examine the functions of the

. paralegal and stimulate commitment to the entire training prograr, .
(2) legal research, (3) central ethical problens inherent in the ’

* paralégal role, and (u) unauthorized practice of law. The legal .

research s¢ssion consists of an introduction to the dtructure of the'

’ legal system by the instructor and the step-by-step approach to a
— - T sanptéfrﬁSEHtCh*p*ohienT—iﬁvaacy“and*prUfESStonaﬂf

include Aferican Bar Association restrictions on advertlslngf
solicitation, and confidentiality and the resolutlcn of ccnflacts
betweer the advocate's duty- to represent the client's 71eupa§nt and‘
the adyecate's hqp principles and other respomsibilities. The -session
onr unauthorized law helps to provide trainees with an understandlng

. of the nature of unauthorized practice limitations and possible
office procedures *o use in averting, uranthorized prac ice charges.
An outline of the argqument on three counts and the pajor substantive
points which might be raised are included. The concluding section

! . suggests effective teaching eechnlques for paralegal trdining.
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* Documents acquired by ERIC inglude many informal unpubliZhed . * ] %;

, * paterials not available from other sources. EEBIC makes ever effqrt * &5
* to obtain the best copy available. Nevertheless, items of = rg;nal X %}
* reproducibility are often encountered and 'this affects the ,quality ¥ - 3,
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